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Clear goals: (expectations and rules are discernible and goals are attainable and align
appropriately with one's skill set and abilities). Moreover, the challenge level and skill
level should both be high.

Direct and immediate feedback: successes and failures in the course of the activity
are apparent, so that behavior can be adjusted as needed.

7. A sense of personal control over the situation or activity.

9. A lack of awareness of bodily needs to the extent that one can reach a point of great
hunger or fatigue without realizing it.

FIGURE 29-1. Mihaly Csikszentmihalyi on flow.
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The Return on Investment—A Case Study

ER revenue potential and a 1-hour reduction in throughput with
unmet demand:

* 40,000 ED visits x 1 hr LOS reduction = 40,000 hr of TED capacity/
year

* 2 hour/visit = 20,000 potential new visits

¢ 20,000 new visits x $100/visit = $2,000,000 in new revenue for the
group

¢ 20,000 new visits x $400/visit = $8,000,000 in new revenue for the
hospital

This potential revenue increase does not include the increase
in inpatient revenue at $3000-$7500 per admission

FIGURE 29-2. The importance of flow.
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ED Patient flow and operations is an example of a queuing system:
Queue behavior as a function of utilization

200 T
180 4+ Small changes in utilization

can lead to big changes in
160 T- service and throughput \
= 140 1
= 120 1
1]

in clinic

Average tim
o383888388
ol 1 l 1 1

80 85 90 95 100
Utilization as percent

3
o

FIGURE 29-3. Queue behavior as a function of utilization. (Source:
Chuck Noon, PhD, UT, PEM BA)
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The Science of ED Service Operations

= Systems thinking and appreciation—A system is a network of
components which work together to try to achieve common aims

* Atheory of knowledge—a theory of knowledge about the system—an
understanding of the ED, the hospital, and their processes

* Key drivers of system performance:
* Demand-capacity management
* Queuing
* Variation

¢+ Define the high-leverage interventions:
* Theory of constraints

* Deploy a method or system for improvement: Lean, Six Sigma, TQM...

* Where waiting exists—apply The Psychology of Waiting Lines

FIGURE 29-4. Principles of flow
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Note: graphs start at 6 am
Given FAST TRACK underutilization of available capacity,
Major Care is systematically overwhelmed between 5 pm and 9 pm

Schedule Adjustment
FASTTRACK Major Care
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* Move FAST TRACK double coverage into Major Care, start shift slightly later
(anytime between 11am and 4rm-graphs show 4pm-2am)

o Develop a system to incorporate additional midlevel capacity in Major Care,
including utilizing Kids Care real estate as a results waiting area for Major
Care patients

o Develop a system in which this NP could swing to FAST TRACK if deep
laceration or other procedure slows down FAST TRACK throughput

FIGURE 29-5. Matching staffing to demand.
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A customizable tracking board displays updated patient information, heiping coordinate the flow of patients through the emergency

department, allowing clinicians to track their patient documentai  and helping improve cammunication by linking ED chinicians and
patient records to a wider community.

Provides nformation on the pabent’s location within

Enter patient information Helps determine Shows the length of
the ED, with colors representing the urgency of the quickly and easly as part of status of patent. stay with a ik to the
patient beng assigned by the facilty. quick evaluation, . : .+ pabent timers,

y
Indicates the order
rE ..., types placed in
ED PulseCheck as
orders.
M4 s0RASE MOA 20U WET DAY a [ —]
MO AmowsLin  AOA SOU KPET DAY L] |
T3 Adwgoescion  ALOA WD T Dy an e c*“mm
o SOOMUB o e e oww [N W ", importance items to
T en v MDA W we oww W BB of patient conditions the
W7 OESTPAN oA MU Lvmzllﬂﬂl\_g mmwm
™ s MOA M ™M oo lEBROEL
MO8 Frgerlsceson  ALOA won tror ower | DB oc
9 .

FIGURE 29-9. Electronic dashboard.
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. Unoccupied time feels longer than occupied time.

. Preprocess waits feel longer than in-process waits.

. Anxiety makes waits seem longer.

. Uncertain waits are longer than known, finite waits.

. Unexplained waits are longer than explained waits.

. Unfair waits are longer than equitable waits.

. The more valuable the service, the longer a person will wait.

@ N o s W N =

. Solo waits feel longer than group waits.

FIGURE 29-7. The psychology of waiting.
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* Who is coming? ¢ Demand

* When are they coming? ¢ Demand

* What will they need? * Demand

« Will the resources be e Capacity
available?

* Will they be available at the time + Capacity
and in the quantity needed?

* Wil the resources result + Demand/capacity
in improved outcomes? match

FIGURE 29-8. Balancing demand and capacity.
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